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Abstract 
Patient satisfaction is a valid indicator for measurement of service quality. Patients' judgment is important 
because dissatisfaction hint the opportunities for improvement. We evaluated the relationship between 
satisfaction of patients and service quality in two 1Malaysia Clinics in Selangor, Malaysia. A correlational study 
was carried out using the SERVQUAL questionnaire. The respondent in this study was 194 patients who visited 
1Malaysia Clinics in Selangor, Malaysia.  The findings indicated that there was a negative, significant 
relationship between the two variables (r=-0.230, n=194, p<0.05).  The results of the correlation indicate that the 
higher the service quality is associated with lower patient satisfaction. 
© 2012 The Authors. Published by Elsevier Ltd. Selection and/or peer-review under responsibility of Universiti Sains 
Malaysia. 
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1. Introduction 
The service sector is one sector that impetus for economic development. This sector is a key pillar of service 
to the organization in various fields such as banking, healthcare, hospitality, telecommunication and so on. In 
for them to become winners by consistently meeting or exceeding . The customers 
play a vital role with regard to the perception of the effect on quality of service delivered. The healthcare 
organization such as clinics or hospitals was created to meet the needs of community in solving various problems 
associated with health. Therefore, the quality of health services cannot be equated with the other areas although 
the core business for all these areas is based on service.  
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The service quality could be measured based on the perception and evaluation of the user  [2].  The 
customers would evaluate the service quality provided based on the capability in needs and wants of the 
requirement for health care providers [3]
quality of services that they receive in healthcare setting has been positive, satisfying and meets their 
expectations.  Much of the patient satisfaction resear
result in poor compliance with the potential for waste of resources and suboptimal clinical outcome [4].  
Patient satisfaction has emerged as an important component of the quality of medical care. In the last decade 
patients have emerged as the central focus of health care delivery. This new emphasis on quality of care and 
outcome measureme  [5]. 
Traditionally, research that has been done in the area of patient satisfaction mainly focusing on service 
improvement efforts by large public and private hospitals.  According to [6] large hospitals often conduct 
patient satisfaction survey to fulfill accreditation requirements and also to tie the patient satisfaction score to 
financial incentive such as  bonuses for clinical and non-clinical workers. 
At the moment, the five dimensions of service quality proposed by [7] have been considered as the most 
widely accepted dimensions of service quality in various settings. Since, the 1Malaysia Clinic is a newly 
launched community clinic there is a need to ponder on some of its potential shortfall.  As written in the Malay 
Mail (21st February 2010) 1Malaysia Clinic is operated by medical assistants and nurses only and this violates  
the Medical Act.  The act stated that only licensed doctors can run a health clinic. [8] stated that there was a study 
conducted in 2009 by a group of doctors in Penang revealed that medical assistants at government health clinics 
and hospitals were found to be liable for many medication errors.  
Another issue that arises from the establishment of 1Malaysia Clinic is redundancy.  The Malaysia Medical 
Association thinks that setting up 1Malaysia Clinic is redundant with the currently existing district health clinics 
and private clinics operated by many general practitioners (GP) in most urban area in the country.  Not only that 
it is redundant, the majority of 1Malaysia Clinics is sited in a highly populated area that consists of well off or 
middle class income earners and this group of people could at all times have the funds for treatment at a private 
clinic if they are unhappy with the services offered in the public facilities such as 1Malaysia Clinic. 
Inequity is foreseen to happen as 1Malaysia clinic operates in urban areas whereas it should also include rural 
areas as part of its location. This is because of most of the lower income earning citizens usually live in the rural 
areas. The issues discussed above are just some of the problems that have been voiced out by some party at the 
commencement of 1Malaysia Clinic. As a starting point, this research could help to answer on the successfulness 
of 1Malaysia Clinic and at the same time could provide some recommendations for improvement.  Therefore the 
objective of this research was to identify the relationship between patient satisfaction and service quality at 
1Malaysia Clinic. 
 
2. Review of Literature 
 
2.1 Satisfaction 
 
health care service gives a pleasurable level of 
consumption- related fulfillment. In other words, it is the overall level of contentment with a 
service/product experience [9]
of health care services are more educated and aware than in the past [10]. [11] mentioned that the 
satisfaction of the patients is of prime importance to quantify the competency of any health system 
worldwide. Over the past 25 years, the role of customer satisfaction for service provided has gained 
widespread recognition as a measure of quality in many public sector services. Asses
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satisfaction has been mandatory since 1998 in all Hospital in French in order to improve the hospital 
environment, patient amenities and facilities in the consumerist sense [12].  
 
2.2 Service Quality 
 
The customers play a vital role with regard to the perception of the effect on quality of service delivered. 
essential for them to become winners by consistently meeting or exceeding custome [1]. In 
general, SERVQUAL is considered to be a strong scale for measuring service quality across the service 
sectors [13]. Service quality is defined as a global judgment, or attitude relating to the superiority of a service 
[14]. By the very nature of the service, and the most critical dimensions of quality evaluation include: 
 Tangibles:  Physical facilities, equipment and appearance of personnel 
 Reliability:  Ability to perform the promised service dependably and accurately 
 Responsiveness:  Willingness to help customers and provide prompt service  
 Assurance:  Knowledge and courtesy of employees and their ability to inspire trust and confidence.   
 Empathy:  Caring and individualized attention that the firm provides to its customers. 
2.3 Relationship between P Satisfaction and Service Quality  
 
A basic agreement derived from the wide range of literature on service quality and customer satisfaction 
is that service quality and customer satisfaction are conceptually distinct but closely related constructs [15]. 
The application of SERVQUAL in measuring patient satisfaction has raised some concerned because few 
researchers believe it should be adjusted based on the situation. [13], mentioned that SERVQUAL  
instrument was used in many patient satisfaction surveys and has been found appropriate in healthcare 
settings, but needs to be modified to suit specific environments.   
Traditionally, the quality of medical care has been described as its ability to increase the probability of 
desired patient outcomes and decrease the probability of undesired outcomes [15].  This approach implies 
a consequence of receiving medical care services [16].   Therefore, there is a relationship between patient 
satisfactions and the outcomes received from the quality service [17]. 
Past research on patient satisfaction has also found a linkage between satisfaction and hospital 
utilization.  While the majority of past findings supported a positive relationship [18], several studies 
presented evidence for an inverse relationship between satisfaction and the frequency of outpatient visits 
[19].  As patients gain experience, or as their medical condition change during the treatment process, patients 
may modify their expectations.  It is also likely that their evaluation criteria or the priority placed on the 
outstanding service quality dimensions may evolve from the day they first visit the hospital [17].    
In the context of this study, the independent variable in this study is the service quality developed by 
[20]. The dependent variable for this study is patient satisfaction. The hypotheses are shown in Fig. 1 .  The 
discussion leads to the following hypotheses : 
H1  
 
 
 
 
H  
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Fig. 1. Conceptual Model 
 
3. Methodology 
 
Data were collected from 194 outpatient of 1Malaysia Clinic in Gombak and Rawang, Malaysia.. A total of 
250 questionnaires were distributed through personally.  However, only 194 questionnaires were obtained and 
valid.  This is equivalent to 77.6% of the response rate and according to [21] if the response rate is 70% and 
above, it is very good.    A five point Likert scales ranging from strongly disagree to strongly agree for each 
construct used as a measurement tool. In addition to that, the study adapted measurement items from [20] . A 
total of 25 items was adapted from [20]  to operationalise tangibles, reliability, responsiveness, assurance and  
empathy  
Perceptual measures were used to capture data as these measures are most acceptable and commonly 
employed  in previous survey research. In determining the reliability of the survey instruments, a pilot study was 
The test yields that the individual constructs reliability range from 0.709 to 0.861. The data, therefore suggested 
that the questionnaire was a reliable instrument to consistently measure the level of each variable of the study.   
Factor analysis with varimax rotation was performed to ascertain tangibles, reliability, responsiveness, 
n are distinct constructs.  The results confirmed that the existence of 
the five constructs with eigenvalues greater than 1.0 was accounted for 80.32% of the total variance. The 
correlation matrix shows no value exceeds 0.85 had suggested for the none existence of multicollinearity. The 
KMO value of 0.871 signifies that factor analysis is appropriate.  
For research that involves Ministry of Health Malaysia (MOH) sites, patients and personnel must be 
registered under the National Medical Research Registry (NMRR) and received the  approval of the hospital. 
Through ethics application to the NMRR, this study obtained the ethics approval  from the Director of Selangor 
State Department of Health. Finally, Medical Research and Ethics Committee (MREC) issued an approval letter 
(NMRR-11-727-9517), after the ethical approval application were reviewed. Prior to obtain informed consent  
from the participants, information sheets describing the nature of the study and the anonymous questionnaire 
were given to all selected patients. 
 
4. Results and Discussion 
 
Demographic data were analyzed by using descriptive statistics. Multiple regressions were further performed  
to investigate the relationship between variables. Detailed of the results are shown  in the following section. A 
total of 194 patients  was analyzed for the demographic variables including gender, age, education level and 
salary. The majority (56.7%, n=110) of the patients were female. A total of 119 nurses were in range age of 18-
Tangibles 
Empathy 
Reliability 
Responsiveness 
Assurance 
 
 Satisfaction 
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30 years old, whereas 3.6% (n=7) of the patients were 50 years and above. The majority of the patients (n=100) 
obtained at least SPM. Most of the respondents (n=64) salary were below RM1,500.00. The demographic 
backgrounds of the respondents are shown in Table I. 
 
Table I. Demographic Background of the Patient in 1Malaysia Clinic 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Data findings of descriptive analysis and reliability analysis are shown in Table II. The service quality of 
1Malaysia Clinic was examined. In essence, the cronbach alpha for overall service quality is 0.956, indicating 
that the items measuring service quality are highly reliable. The patients believed that 1Malaysia clinic provides 
enough waiting chairs for them (M=4.5103, SD=0.6922). However, the patients moderately agree that 1Malaysia 
clinic provides enough parking space for them (M= 3.2371, SD=1.44160). The results indicate all measures are 
highly scored with a minimum value of 4.1804 for reliability. Accordingly, the results may imply users agree that 
staff and the clinic are highly reliable and dependable. Relating to the responsiveness, the patients strongly 
believe that staff at 1Malaysia clinic willing to help customers and provide prompt service with a minimum value 
of (M=4.3196, SD=0.95545). Pertaining assurance, the patients noted that the staff at 1Malaysia clinic has 
knowledge in answering their queries (M=4.4845, SD=0.6536). In terms of empathy, all measures are highly 
scored with a minimum value of 4.3938).   
 
 
 
 
 
 
 
Items Freq Percentage 
Gender 
     Male 
     Female 
84 
110 
43.3 
56.7 
Age 
     18-25 
26-30 
31-35 
36-40 
41-45 
46-50 
51-55     
 
47 
72 
43 
13 
9 
3 
7 
 
24.2 
37.1 
22.2 
6.7 
4.6 
1.5 
3.6 
Educational Level 
 SPM 
STPM 
Diploma 
Bachelor Degree 
Others 
100 
32 
43 
18 
1 
51.5 
16.5 
22.2 
9.3 
0.5 
Salary 
Below RM1500 
RM1501-RM2500 
RM2501-RM3500 
64 
23 
7 
33.3 
11.9 
3.6 
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Table II. Descriptive Statistics 
 
Scales Mean SD Cronbach 
Alpha 
Tangibles 
1Malaysia Clinic provides enough parking space for me. 
1Malaysia Clinic provides enough waiting chairs for me. 
1Malaysia Clinic provides facilities for disabled people. 
1Malaysia Clinic provides various amenities 
The staff at 1Malaysia Clinic dress appropriately. 
3.2371 
4.5103 
4.2835 
4.1546 
3.7784 
1.44160 
0.69222 
0.84989 
1.02143 
1.35331 
0.709 
Reliability 
The staff is dependable as they can do the right things at the right time 
The waiting time of appointment or service is not too long for me 
The staff keeps an accurate medical record 
The staff understands my needs 
The staff is dependable 
 
4.4227 
4.1804 
4.3144 
4.3866 
4.4021 
 
0.74577 
1.01972 
0.74743 
0.65184 
0.66223 
0.838 
Responsiveness 
The staff provides quick service to me 
The staff always willing to help me 
The staff always gives latest and completes information to the patient 
The staff showed their concern and make me feel appreciated 
The  staff does not make me wait too long 
 
4.3402 
4.4588 
4.4278 
4.4897 
4.3196 
 
0.95371 
0.72043 
0.71072 
0.64575 
0.95545 
0.840 
Assurance 
The staff is trustworthy 
The staff has knowledge in answering my queries 
The staff talks politely and courteous to me 
The staff is dedicated in providing services to me 
I feel secure when receiving services from the clinic 
 
4.4433 
4.4845 
4.3608 
4.3660 
4.3814 
         
  0.68241 
0.65362 
0.74369 
0.68672 
0.76101 
0.861 
Empathy 
 The staff gave me adequate time for me to explain my problem 
The staff gave individual attention to me 
The staff communicates with me by using an understandable language 
The staff treats me fairly 
The staff provide convenient operating hours that suits my needs 
4.4588 
4.3938 
4.4175 
4.4227 
4.4433 
 
0.69106 
0.84801 
0.68734 
0.73174 
0.70482 
 
0.831 
 
The results of the study specified that there was a negative and significant relationship between service 
-0.230,n=194, p<0.05). This finding is supported by [22] as their research 
conducted in regional university hospital in southern Spain also reported that even the better the service quality 
provided the patient satisfaction tends to be lower. This finding is also supported by [23] who claimed that 
service quality leads to customer satisfaction. Moreover, according to [24], service quality and customer 
satisfaction are correlated to each other and it is found that service quality is an important antecedent of customer 
satisfaction.  Therefore, hypothesis 1 that indicates that service quality significantly influences customer 
satisfaction is supported. These findings are also consistent with previous research conducted by [24], [23] as 
well as [25] which specified that service quality dimensions significantly influence customer satisfaction. The 
results further reveal that the elements of service quality namely responsiveness, assurance and empathy 
significantly correlate with customer satisfaction. Similar to the findings of [26] who found that assurance relates 
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to customer satisfaction. Results from this study were also consistent with other studies conducted in the service 
quality area. The results of this study corroborated the study of [23] who specified the empathy element of 
service quality influences customer satisfaction. The results of the correlation are shown in Table III.  
 
 
Table III.  
 
 
 
 
 
 
 
 
** Correlation is significant at the 0.01 level (2-tailed) 
 
 
5. Conclusion 
 
This study is meant to investigate the relationship between service quality and patient satisfaction at 1Malaysia 
clinic at Rawang, Selangor. Based on the data analysis, there was a negative and significant relationship between 
service quality and patient satisfaction. The dimensions of service quality namely responsiveness, assurance and 
empathy significantly relate to customer satisfaction. However, tangible and reliability was not a significant 
predictor of customer satisfaction at 1Malaysia clinic. 
However, the study has several limitations. First, the sample was small because the researchers only targeted 
on a particular 1Malaysia clinic, namely 1Malaysia clinic in Rawang. Next, the study emphasized merely only on 
five dimensions of the service quality in measuring the service quality at 1Malaysia clinic. Thus caution needs to 
be taken when generalizing the findings and discussion of other service quality model and other target groups. 
Despite the limitations, it is recommended that further research should be carried out to investigate the role  
belief and trust of the patient. In addition to that, the implication of the study is related to the service quality in 
health care . It can be explained that in encouraging the patient to utilize the service at 1Malaysia clinic, Ministry 
of Health (MOH) needs to (i) emphasize the usefulness of the clinic to the patient and (ii) focus on the 
enhancement of the services of 1Malaysia clinic to the patient.  
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